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COMPUTER IMPLEMENTED PROCESS AND 
COMPUTER ARCHITECTURE FOR 

PERFORMANCE ANALYSIS 

This is a Continuation-in-Part of US. Ser. No. 08/124. 
173. ?led Sep. 1. 1993. 

TECHNICAL FIELD OF THE INVENTION 

This invention relates to a computer implemented process 
and computer architecture for performance analysis. 

BACKGROUND OF THE INVENTION 

There has been a need for a method and apparatus for 
providing real time monitoring and analysis of performance 
indicators of an organization. for example cycle time, opera 
tional costs. quality, customer satisfaction, etc. such that a 
manager of a business or a manager of the organization is 
able to maintain control of that business or organization 
through the real time information, for example performance 
data by providing immediate steps or procedures in order to 
identify and correct any bottlenecks or problems with the 
business or organization. Thus, without this performance 
data. the manager or business personnel is denied the 
opportunity to make real time decisions, resulting in an 
ine?icient business or organization as well as reduced cus 
tomer satisfaction. 

We have discovered that this performance data has never 
been supplied to decision making individuals in a manner 
that would effectively assist them in this real time decision 
making process. We have also discovered that this perfor 
mance data can be used to permit some decisions to be 
implemented in an automated manner, and other decisions 
with interaction of a decision maker to further evaluate the 
performance data. 

SUMMARY OF THE INVENTION 

One advantage of the present invention is in producing 
real time performance data which will provide a decision 
maker with an effective tool for making decisions that will 
result in improved customer satisfaction and e?iciency 
within an organization. 

Another advantage of the invention is in improved 
response to customers in a timely and effective manner as a 
result of real time performance data. 

Another advantage is in continuously monitoring perfor 
mance metrics of business processes in order to improve 
customer satisfaction. 
A further advantage is in determining, from a predeter 

mined menu, performance data to be collected through 
con?guration table data. 

Another advantage of the present invention is in executing 
de?ned performance algorithms in accordance with real time 
performance data. 
A further advantage is in developing a data gathering 

procedure from a library to collect the customer data. 
A still further advantage of the invention is in collecting 

customer data in accordance with a prescribed data gather 
ing procedure. 

Another advantage is in categorizing the gathered cus 
tomer data in accordance with predetermined status limits 
and goals de?ned by con?guration table data. 

Yet another advantage of the invention is in viewing 
categorized data in accordance with predetermined status 
limits and a goal. and providing an alarm when the data are 
not within the predetermined status limits. 
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2 
The present invention is based, in part. on the realization 

that decision makers are not supplied with the appropriate 
information to properly base decisions thereon. In accor 
dance with this identi?cation, the present invention produces 
a sophisticated computer architecture and operation for 
providing a decision maker with the necessary information 
to make an appropriate decision. The present invention also 
provides the capability to use this information to automati 
cally make decisions under predetermined criteria. For 
example, in simplistic terms, when information regarding a 
manufacturing process is retrieved and collected by the 
present invention, the decision maker will be able to more 
e?iciently and effectively evaluate the performance level of 
the manufacturing process and make alterations or correc 
tions that will enhance the manufacturing process. If some 
of the information indicates that a segment of the manufac 
turing process has failed. an alarm may be automatically 
generated to signal that the process should be terminated 
until such problem is corrected. 

Accordingly, the present invention provides real time 
performance data to provide a decision maker with an 
e?icient tool. leading to improved customer satisfaction and 
improved efficiency in responding to customer needs. 
The present invention provides the performance data with 

the alarm in order to improve customer satisfaction by 
providing a user interface for interactive and dynamic visu 
alization capabilities for monitoring the performance data. 
The present invention thus, inter alia, 
provides a user with a predetermined menu in order to 

obtain the customer data to be collected; 
selects a data gathering procedure from a library in 

accordance with the con?guration table to control the data 
collection circuit; 

collects the customer data in accordance with the data 
gathering procedure; 

categorizes the customer data in accordance with the 
predetermined status limits and a goal de?ned by the con 
?guration table; and 

produces a visual display to view the performance data in 
accordance with the predetermined status limits and the 
goal, providing an alarm for performance data that is not 
within predetermined status 

These and other features of the invention that will be 
apparent to those skilled in the art from the following 
detailed description of the invention. taken together with the 
accompanying drawings. 

DESCRIPTION OF THE DRAWINGS 

FIG. 1 is a high level block circuit diagram of the present 
invention; 

FIG. 2 is a block diagram of the performance circuit of the 
present invention; 

FIG. 3 is a block diagram of the data collection circuit of 
the present invention; 

FIG. 4 is a block diagram of the visual circuit of the 
present invention; 

FIG. 5 is a ?ow chart of the operation of the present 
invention; 

FIG. 6 is a diagram of an exemplary library of the present 
invention; 

FIGS. 7-11 depict displayed outputs of the present inven 
tion; 

FIG. 12 is a diagrarmnatic view of one embodiment of the 
computer implemented performance analysis process of the 
present invention; and 
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FIG. 13 is a diagrammatic view of one embodiment of the 
computer implemented perfon'nance analysis process as 
embodied on the ?oppy diskette tangible medium of the 
present invention. 

DETAILED DESQUP'TION OF THE 
INVENTION 

Referring to FIG. 1. computer 140. for example. aTI 4000 
Legacy computer. is connected to 10 circuit 160 to display 
prompts. for example a menu in order to obtain con?gura 
tion table data to be stored in the con?guration table. The 
computer 140 is additionally coupled to memory 150 to 
store data. and the computer 140 is coupled to bus 150 for 
coupling to visual circuit 130. performance circuit 110 and 
data collection circuit 120. 
The performance circuit 110 provides the prompts, which 

may be the menu (not shown) for the IO circuit 160 and 
stores a library of instructions. procedures or algorithms to 
control the data collection circuit 120 to obtain customer 
data. Thus. the library of computer instructions are speci?c 
steps to be performed by the data collection circuit 120 for 
collecting the data. The data collection circuit 120 receives 
the instructions. procedures or algorithm to collect the 
customer data and identi?es a circuit of the data collection 
circuit 120 in order to actually collect or gather the customer 
data. The data collection circuit 120 collects the customer 
data and transforms the customer data into performance data 
to be viewed through the visual circuit 130. and the visual 
circuit 130 displays the collected performance data for 
example. by bar graphs so that a user may readily ascertain 
the performance of the organization of the user. The perfor 
mance data may be displayed in any number of ways. for 
example by bar. Gantt. table. tree. image and network charts. 
Each of the above circuits may be individual computer 

processors arranged as illustrated in a multiple-instruction 
multiple data multiprocessor format. Each of the various 
circuits described above include standard processors such as 
the 486 microprocessor manufactured by various computer 
manufacturers. including Intel corporation. Similar types of 
data processors that are capable of performing the functions 
described for each of the above individual components are 
also be used. Additional details relating to multiple instruc 
tion multiple data multi-processor types of computer archi 
tectures are disclosed in greatm' detail in. for example. U.S. 
Pat. No. 5.163.131; Boxer. A.. Where Buses Cannot Go, 
IEEE Spectrum. February 1995. pp. 41-45; and Barroso. L. 
A. et al.. RPM: A Rapid Prototyping Engine for Multi 
Processor Systems. IEEE Computer. February 1995. pp. 
26~34. all of which are incorporated herein by reference. 
Alternatively. each of the above circuits may also represent 
computer software subroutines in a large computer program 
providing a computer implemented performance analysis 
process in accordance with the present invention. 

Referring to FIG. 2. the performance circuit 110 includes 
a performance library circuit 112 to store computer 
instructions. procedures or algorithms in a performance 
library 113. performance con?guration circuit 114 to con 
?gure the con?guration table or a list of parameters used in 
conjunction with the instructions, procedures or algorithms 
to collect or gather the performance data and table database 
116 to store the con?guration table. After the instructions. 
procedures or algorithms have been con?gured. the 
instructions. procedures or algorithms are restored in the 
performance library. 
The perforrnanoe library circuit 112 and the performance 

con?guration circuit 114 is coupled to bus 150. and the table 
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4 
database 116 is coupled to the performance con?guration 
circuit 114. The performance con?grration circuit 114 gen 
erates a series of prompts to be displayed on 10 circuit 160. 
These prompts may be a menu in order that the user may 
input the con?guration table data information. The prompts 
request the user to supply con?guration table data for the 
con?guration table to be stored in table database 116. The 
user inputs the con?guration table data for the con?guration 
table into the 10 device 160. and the con?guration table data 
for the con?guration table is received by the performance 
con?guration circuit 114. Each of the various circuits 
described above in FIG. 2 are standard processors such as 
the 486 microprocessor manufactured by various computer 
manufacturers. including Intel corporation. Similar types of 
data processors that are capable of performing the functions 
described for each of the above individual components may 
also be used. Alternatively, each of the above circuits may 
also represent computer software subroutines in a large 
computer program providing a computer implemented per 
formance analysis process in accordance with the present 
invention. 

Exemplary, Table 1 illustrates the con?guration table data 
that may be stored in the con?guration table. Table 1 may 
include other con?guration table data to collect other types 
of data. The con?guration table data includes an algorithm 
identi?cation and performance indicator data including goal 
data. predetermined status limits and additional views that 
may be displayed to show additional performance data. The 
algorithm identi?cation identi?es a list of instructions. pro 
cedures or the algorithm to gather data and to transfer the 
customer data into performance data. The goal data is to 
indicate when the gathered data is unsatisfactory and an 
alarm condition exists. The predetermined status limits may 
be used by the algorithms and with the goal to determine 
di?ering levels of performance such as outstanding. 
acceptable. warning and alarm. While customer data has 
been used to illustrate the present invention. other types of 
data may be substituted for use by the present invention. The 
goal data and the predetermined status limits in combination 
with the algorithm transform the customer data into perfor 
mance data. The con?guration table data is stored in the 
table database 116 and isused to identify. for example an 
algorithm to gather customer data in performance library 
113 so that when the algorithm is executed by the data 
collection circuit 120, the algorithm converts and catego 
rizes the customer data into performance data through the 
goal data. and the predetermined status limits may determine 
if the organization is performing adequately. This perfor 
mance data is transmitted to the visual circuit 130 to 
generate. for example bar graphs through data records 
representative of the customer data which has been collected 
and metric records representative of the predetermined sta 
tus limits and goal data so the visual circuit 130 may display, 
for example if the customer data has exceeded predeter 
mined perforrnance limits or if the predetermined perfor 
mance limits are close to being exceeded. 

TABLE 1 

Algorithm Predetermined Views 
' Identi?cation Goal Data Status Limits Data 

Backlog Daily 110 out- 50%, 85%, View 1, 
standing calls 95% of goal View 2 

Callback 15 Minutes 24 hours 100% 25%, 100%, View 3. 
100% View 4 

Callback Daily 24 hours 100% 25%. 100%. View 5. 
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TABLE l-continued 

Algorithm Predetermined Views 
Identi?cation Goal Data Status Limits Data 

Trend 100% View 6 
2-week 4 Hours 2 weeks 100% 2.5%, 100%, View 7, 
Resolution 100% View 8 
2-week Daily 2 weeks 100% 25%, 100%, View 9, 
Resolution 100% View 10 
Trend 
4-week 4 Hours 4 weeks 100% 25%, 100%, View 11, 
Resolution 100% View 12 
4-week Daily 4 weeks 100% 25%, 100%, View 13, 
Resolution 100% View 14 
'Irend 

Table 1 shows that a plurality of algorithm identi?cations 
have been provided so that a plurality of algorithms are 
selected by the user to gather or collect the customer data. 
These algorithms include a backlog algorithm to provide 
performance data as to the number of telephone calls that 
have not yet been closed out. for example requiring warranty 
or technical support for the product. Additionally, the con 
?guration table includes con?guration table data to include 
goal data and predetermined status limits between accept 
able perforrnance and unacceptable performance. Corre 
sponding to the backlog algorithm, the goal data or goal has 
been selected by the user to be 100% of the calls within a 
24-hour time period and the predetermined status limits are 
selected to be 50%, 85%, 95% of the goal. Further, the 
predetermined status limit of 50% of the predetermined limit 
or goal may represent outstanding performance, between 
50% and 85% of the predetermined status limits may 
represent satisfactory performance, between 85 and 95% of 
the predetermined status limits may represent a warning that 
the unsatisfactory performance is being approached and 
between 95 to 100% of the predetermined status limits may 
represent that an alarm or unsatisfactory performance has 
occurred. Further, the con?guration table may include view 
data for additional views so that the user may obtain more 
customer data so that the user can understand why the 
unsatisfactory performance has occurred. 

Table 1 shows, through the algorithm identi?cation, that 
other algorithms that have been selected to collect or gather 
the customer data including callback to provide an indica 
tion if the caller has been called back. callback trend to 
provide trend information of callbacks, two-week resolution 
to indicate if the technical support has been provided within 
two weeks, two-week resolution trend to provide trend 
information of the two-week resolutions. four-week resolu 
tion to provide information or if technical support has been 
provided in four weeks and four-week resolution trend to 
provide information as to a trend of the four-week resolu 
tion. 

FIG. 6 shows exemplary algorithms that correspond to the 
algorithm identi?cations of the con?guration data table that 
may be stored in performance library 113. It should be 
undo-stood that other types of algorithms may be stored in 
the performance library. The performance library includes 
backlog algorithm 160, callback algorithm 162, callback 
track algorithm 164. two-week resolution algorithm 166, 
two-week resolution trend algorithm 168, four-week reso 
lution algorithm 170 and four-week resolution trend algo 
rithm 172. 
The performance library circuit 112 has previously stored 

these instructions, procedures or algorithms to gather the 
customer data by the data collection circuit 120 in the 
performance library 113. For example, one of the library 
algorithms is backlog algorithm 160. This backlog algorithm 
160 from the performance library 113 includes the following 
instructions: 
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6 
Query the database, for example database 127. for 

example a Service Information Management System 
(SIMS) in the customer service data collector circuit 
122 for calls entered for each selected product line. for 
example, TAC. S/3. D/3, for the current week. 

Query the database 127 for calls closed out, for example 
the technical support has been resolved for each 
selected product line during the current week. 

Determine the total number of calls open, for example the 
technical support has not been resolved for each 
selected product line. 

Determine the status data for the current week by product 
line and for all product lines by applying the goal to 
each call and the time since the call has been received 

Set the status data of a “Backlog” metric record to match 
the status data of the current week in accordance with 
the predetermined status limits and goal, as follows: 

Predetermined Status Limit X Goal Status Data 

0—50% of goal: Outstanding (GOLD) 
50-85% of goal: Acceptable (GREEN) 
85-95% of goal: Warning (YELLOW) 
95—’% of goal: Alarm (RED) 

Set the backlog data record to be the number of calls. 
Output the Backlog data records to the visual circuit (130) 

(for example four records for each week). Output the 
Backlog metric data record to the visual circuit 130. 

The backlog data records are transmitted to the visual 
circuit 130 so that the visual circuit 130 may display the data 
corresponding to the number of calls which are backlogged. 
for example by a bar graph. The backlog metric record 
includes the status data, for example data to display the bar 
graph in a color in accordance with the status data, for 
example gold if the status data is outstanding, green if the 
status data is acceptable, yellow if the status data is warning 
and red if the status data is alarm. 
The callback algorithm 162 of the performance library 

includes the following instructions: 
Query the database, for example the SIMS database, for 

all calls entered within predetermined time period. for 
example the last three working days. 

Determine the Callback status of each call to be stored in 
the callback metric record as follows: 

Predetermined Status Limit X Response Period Status Data 

Callback within 0-25% of response period: 
Callback within 25—100% of response period: 
Late Callback > 100% of response period: 

Outstanding (GOLD) 
Acceptable (GREEN) 
Alarm (RED) 

Determine the overall callback status to be stored in the 
“Callback” metric record to be transmitted to the visual 
circuit 130 as follows: 

Any call Alarm Metric Problem 

No Alarm calls, but 1 or more with Warning: hktric Warning 
All calls Acceptable status: Metric OK 
All calls OK or Outstam'ling: Metric Outstanding 

The data gathering circuit 130 outputs the Callback data 
records to the visual circuit 130 to form the bar graph. 

The data gathering circuit 130 outputs the Callback metric 
record to the visual circuit 130 to provide the perfor 
mance data for the graph. 
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The callback trend algorithm 164 of the performance 
library 113 includes the following instructions: 

Query the database 113 for all calls entered on the 
previous working day. 

Determine the callback status for the callback status 
metric record for each product line. each response time 
window. and daily totals as follows: 

Any calls Alarm: Problem Metric 
All calls OK: Metric Acceptable 
Calls OK or Outstanding: Outstanding 

Delete oldest Callback Trend records. for example, only 
sixty records should exist in the database. 

The data collection circuit 130 outputs the Callback'l‘rend 
data records to the visual circuit 130. The data collec 
tion circuit 130 outputs the “Callback Trend” Metric 
records to the visual circuit. 

The two-week resolution algorithm 166 of the perfor 
mance library 113 includes the following instructions: 

Query the database 127 for all recent calls entered. for 
example during the last three weeks requesting War 
ranty and Support work. 

Determine the two-week resolution status of each call as 
follows: 

Calculate the percentage of calls resolved for a predeter 
mined time period. for example each day; percentages 
are calculated for each product and for the day in total. 

Predetermined Status Limit X Calls 
Resolved Status Data 

Day 0-7: O—60% of calls resolved, status is Acceptable 
(GREEN) 

Day 8—l0: 040% of calls resolved, status is Alarm (RED) 
40-55% of calls resolved, status is Warning 

(YELLOW) 
55-65% of calls resolved, status is Acceptable 

(GREEN) 
65—"% of calls resolved, status is Outstanding 

(GOLD) 
Day 11-15: 060% of calls resolved, status is Alarm (RED) 

60-70% of calls resolved, status is Acceptable 
(GREN) 

70-1C0% of calls resolved, status is Outstanding 
(GOLD) 

The status data is stored in the two-week resolution metric 
record and the metric record is transmitted to the visual 
circuit 130. the calls are stored in the two-week resolution 
data record. and the two-week resolution data record-is 
transmitted to the visual circuit 100. 
The two-week resolution trend algorithm 168 from the 

performance library 113 includes the following instructions. 
Delete the data from the database. for example the oldest 

day's calls. older than three weeks and one day. 
Calculate the percentage of calls entered within each 

relative week which were resolved within two weeks 
and set the weekly status for each product and in total 
as follows: 

Pretktermined Status Limit Status Data 

0—60%: Alarm (RED) 
60-70%: Acceptable (GREEN) 
70-10096: Outstanding (GOLD) 

Determine the status of the "Two-Week Resolution 
Trend” Metric record as follows: 
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Metric Problem 
Metric OK 
Metric Outstanding 

Any week with alarm: 
All weeks acceptable: 
All weeks OK with some Outstanding: 

Output the Two-Week Resolution Trend data records for 
each product line and in total to visual circuit 130. 
Output the ‘Two-Week Resolution Trend” Metric 
record to visual circuit 130. 

The Four-Week Resolution algorithm 170 from the per 
formance library 113 includes the following instructions: 

Query the database 127 for all Billable calls entered 
during-the last ?ve weeks. 

Determine the daily resolution status of each call as 
follows: 

Predetermined Status Limit Status Data 

Day 1-12: O—60%‘ of calls resolved, 
Day 13-16: 040% of calls resolved. 

40-55% of calls resolved status is Warning (YHLOW) 
55-65% of calls resolved, status is Acceptable (GREEN) 
65~100% of calls resolved status is Outstanding (GOLD) 
0-609b of calls resolved, status is Alarm (RED) 
60-70% of calls resolved, status is Acceptable (GREEN) 
70-10096 of calls resolved, status is Outstanding (GOLD) 

status is Acceptable (GREEN) 
status is Alarm (RED) 

Day 17-20: 

Store the status data in the four-week resolution metric 
record. 

Calculate the percentage of calls resolved for each day; 
- percentages are needed for each product and for the day 
in total and store the daily percentage of calls in the 
data record. 

Assign daily resolution statuses of the “Four-Week Reso 
lution” Metric as follows: 

Any daily status Alarm: Metric Problem 
No daily Alarm but Warnings: Metric Warning 
All daily Acceptable: Metric Acceptable 
All Acceptable with some Outstanding: Metric Outstanding 

Output the Four-Week Resolution records to the visual 
circuit 130. Output the “Four-Week Resolution” Metric. 
The Four-Week Resolution trend algorithm 170 from the 

performance library 113 includes the following instructions: 
Query the database 127 for all calls entered, for example 
?ve-week plus one day earlier than the current date. 

Delete the old data. for example from the oldest day’s 
calls prior to ?ve weeks and one day. 

Calculate the percentage of calls entered within each 
respective week which were resolved, for example 
within four weeks and set the weekly status for each 
product and in total as follows: 

Predetermined Status Limit Status Data 

0-6072: Alarm (RED) 
60-70%: Acceptable (GREEN) 
70-10096: Outstanding (GOLD) 

Determine the status of the “Four-Week Resolution 
Trend” Metric as follows: 



5,726,914 

Metric Problem 
Metric Acceptable 
Metric Outstanding 

Any Alarm Week: 
All weeks OK: 
All weeks OK with some Outstanding: 

Output the Four-Week Resolution Trend records for each 
product line and in total to the visual circuit 130. Output the 
“Four-Week Resolution Trend” Metric record to the visual 
circuit 130. 

After the con?guration table has been completed by the 
user, the performance circuit 110 identi?es a desired algo 
rithm from the con?guration table exemplary, by the algo 
rithm identi?cation which has been stored within the con 
?guration table. The performance con?guration circuit 
con?gures or combines the con?gured performance indica 
tion data with the algorithm to obtain executable instruc 
tions. These instructions, procedures and algorithm after 
con?guration are restored within the performance library 
113. The performance circuit 110, for example through the 
algorithm identi?cation backlog. retrieves the backlog algo 
rithm 160 from the performance library 113 through the 
performance library circuit 112 transmits the con?gured 
instructions corresponding to the backlog algorithm 160 to 
the data collection circuit 120 by using passageway pipes or 
SQL calls. 
The data collection circuit 120 receives the instructions 

and con?guration data from the table database 116 to a 
selected data gathering circuit. for example customer service 
data collector 122 coupled to database 127. The data col 
lection circuit 120 executes the backlog algorithm 160 and 
the con?guration data which has been transmitted by the 
performance circuit 110 to obtain the performance data to be 
displayed. The customer service data collector circuit 122 
may collect information about calls made by the customers 
and calls returned to the customer in accordance with the 
backlog algorithm 160 from the performance library 113 and 
con?guration data from the table database 116. Although not 
shown, the customer service data collector circuit 122 could 
be coupled to another computer, for example a mainframe 
computer, a distributed system, a minicomputer or micro 
computer in order to supply the necessary data. The cus 
tomer service data collector circuit 122 receives the con?g 
ured instructions and data and executes the instruction in 
accordance with the con?guration data to obtain the above 
described data and metric records to be transmitted to the 
visual circuit 130. 

FIG. 3 illustrates further data collection circuits which 
may be coupled to other computers as with the circuit 122 
to collect and store further types of data. Exemplary, process 
control systems circuit 124 collects customer data corre 
sponding with a process being performed in a circuit factory. 
Maintenance systems circuit 126 collects customer data 
corresponding to maintenance of a system; time and atten 
dance system circuit 128 collects customer data correspond 
ing to an organizational system. namely time and attendance 
data. The production control system circuit 123 collects 
customer data corresponding to the production of a factory. 
The ?nancial application accounting circuit 125 collects 
customer data such as accounting data. Other types of data 
gathering circuits could be employed by the present inven 
tion. The circuits (123, 124, 125, 126, 128) all may execute 
the algorithm in accordance with the con?guration data as 
described with circuit 122. The graph records and metric 
records are transmitted along bus 150 to the visual circuit 
130 after the data collection circuit 120 has collected the 
data. 

FIG. 12 is a diagrammatic view of one embodiment of the 
computer implemented performance analysis process of the 

10 
present invention. As illustrated in FIG. 12, the computer 
implemented performance analysis process is implemented 
on a personal computer that directly, or indirectly via an 
operator, controls the factory process performed by the 

5 factory also illustrated in FIG. 12. The computer imple 
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mented process may be used to control a factory mainte 
nance responsive to the performance data. The computer 
implemented process may also be used to control an early 
factory maintenance responsive to the performance data 
indicating a requirement for the early maintenance. The 
computer implemented process may also be used to control 
the generation of an alarm indicating that the factory process 
is not performing according to desired speci?cations respon 
sive to the performance data. The computer implemented 
process may also be used to control the generation of an 
alarm indicating that factory personnel are not performing 
according to predetermined time and attendance require 
ments responsive to the performance data by monitoring 
factory personnel performance. In one embodiment, the 
alarm comprises a combination of visual and audible alarms. 
The computer implemented process may also be used to 
control other processes using the performance generated 
thereby. 

FIG. 13 is a diagrammatic view of one embodiment of the 
computer implemented performance analysis process as 
embodied on the ?oppy diskette tangible medium of the 
present invention. As illustrated in FIG. 13, the computer 
implemented process instructing the computer to perform 
the performance analysis process described above is stored 
on a ?oppy diskette tangible medium. Of course, other 
tangible mediums may also be used such as a read only 
memory, a random access memory, hard disk drive or other 
programmable and erasable memories. 

FIG. 4 illustrates a display panel displaying a bar graph. 
The segments of the bar graph correspond to the data 
records, while the particular color of the bar graph corre 
sponds to the metric record transmitted from the circuit 122. 
For example, the bar graphs could be in the color red. 
indicating the alarm stat11s.in the color yellow indicating a 
warning status, in the color green indicating an acceptable 
status and in the color gold indicating an outstanding status. 

In FIG. 4. graph circuit 136 receives the data records and 
converts the data records into a bar graph on IO device 160. 
The annunciator circuit 134 receives the metric records and 
converts the bar graph corresponding to the associated data 
review to a color indicative of the status. As a result of the 
bar graphs and the di?erent colors, the user is able to quickly 
determine performance information that has been displayed 
Furthermore, the drill down circuit 132 drills down on the 
bar graph or the segment of the bar graph selected. for 
example through a mouse or light pen of a personal com 
puter to display more detailed information, for example 
more detailed customer information through another view 
that has been selected so that the user can obtain this more 
detailed information to determine the cause of the color 
being displayed. 

In FIG. 7. a bar graph is illustrated with each bar com 
prising segments 222, 224 and 226. The segment 222 
indicates the date that the call was received and the segments 
224 and 226 each include the person assigned to the call. the 
time the call was received and the product group for the 
group assigned to the call. The segments 224 and 226 are 
color coded in accordance with the status information from 
the annunciator circuit 134. For example. segment 224 could 
be selected to display through a pop-up window the caller 
ID, customer, call date. call time, response date, response 
time. response call. status, coverage. product group and 
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technical representative. Furthermore. instead of the bar 
graph being displayed by date. it could be displayed by 
status. product or technical representative. If insu?icient 
room exists to display all the information. additional infor 
mation can be displayed by stacking the displays. 

FIG. 8 illustrates a bar graph that displays segments (212. 
214. 216 and 218). Segment 212 indicates the data of 
segments 214. 216 and 218. Segment 214 displays the 
number of calls for product D/3. Segment 216 displays calls 
for product S/3. while segment 218 displays the calls for the 
remaining products. 
As illustrated in FIG. 9. a display illustrates bar graphs. 

each bar graph includes the percent of calls returned 232 at 
the top of the bar. the number of calls received 234 by the 
organization in the middle of the bar and the number of calls 
returned 236 by the organization at the bottom of the bar. 

FIG. 10 illustrates a display for two-week resolution. The 
individual bars of the bar graph include segments 240. 244. 
246 and 248. The segment 242 displays the date the call was 
received. the segments 242. 244. 246 and 248 indicate the 
individual calls that were received on that date. and the color 
of each segment 244, 246 and 248 correspond to the status 
corresponding to that call which has been provided by the 
annunciator circuit. For each call. the drill down circuit 132 
drills down and displays the caller id, call date. description. 
date resolved. hours spent. covmage. product division, S/W 
version the technician and the customer. The above bar 
graph could be organized to display only the particular 
product line. FIG. 11 illustrates a display of two-week 
resolution trend data. The segment 252 illustrates the date 
while the segment 254 illustrates the number of calls not 
being resolved within three weeks. The bars are color coded 
by the annunciator circuit to indicate the status of the 
resolution for these calls. The segment includes at the top of 
the bar the percentage of calls resolved within two weeks, at 
the middle of the bar the number of calls during the week, 
and at the bottom of the bar the total number of calls 
resolved. Although not shown. the Four-Week Resolution 
and Four-Week Resolution Trend is similar to the Two-Week 
Resolution and Two-Week Resolution Trend but is for a 
longer time period. namely four weeks. 
The operation of the present invention is illustrated in 

FIG. 5. block 152 illustrates that the performance circuit 110 
obtains through a prompt the con?guration table data to be 
stored in table database 116. Next. as illustrated in block 
154. the performance con?guration circuit 114 con?gures 
the con?guration table data of the con?guration table in 
accordance with an algorithm from the performance library 
113 so that customer data may be gathered or collected by 
data collection circuit 120. The data collection circuit 120 
receives the algorithm and collects the customer data in 
accordance with the algorithm and the con?guration data to 
generate the performance data. 

Block 158 graphs the performance data. At decision block 
162. if additional data is requested. drill down is executed to 
view the additional data. Next, control is returned to block 
156 to collect the next set of customer data. 

Although the present invention and its advantages have 
been described in detail. it should be understood that various 
changes. substitutions and alterations can be made herein 
without departing from the spirit and scope of the invention 
as de?ned by the appended claims. 
What is claimed is: 
1. A computer system for performance analysis. the 

computer system comprising: 
a computer. inputting con?guration data. including com 

puter process identi?cation data and performance indi 
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cation data corresponding to the computer process 
identi?cation data. identifying a computer process from 
a library in accordance with the computer process 
identi?cation data. con?guring the computer process 
with the performance indication data to obtain a set of 
instructions to be executed to collect customer data, 
collecting the customer data and generating perfor 
mance data in accordance with the instructions; and 

an output device responsively connected to said computer. 
and displaying the performance data for controlling a 
process responsive thereto with operator assistance. 

wherein the performance data indicates time and atten 
dance of personnel. and 

wherein said computer controls generation of an alarm 
indicating that the personnel are not performing accord 
ing to predetermined time and attendance requirements 
responsive to the performance data. 

2. A computer system for performance analysis as in claim 
1. wherein the alarm comprises a combination of visual and 
audible alarms. 

3. A computer system for performance analysis as in claim 
1. wherein said computer further generates performance 
indicators responsive to the performance indication data. 

4. A computer system for performance analysis as in claim 
1, wherein the library includes a plurality of individual 
computer implemented routines. 

5. A computer system for performance analysis as in claim 
1. wherein the computer process provides process steps to 
control a physical process. 

6. A computer system for performance analysis as in claim 
1. wherein said computer controls generation of another 
alarm indicating that the process is not performing according 
to desired speci?cations responsive to the performance data. 

7. A computer system for performance analysis as in claim 
1. wherein said output device comprises a display monitor. 

8. A computer system for performance analysts as in claim 
1. wherein said computer includes 

an input/output circuit; 
a central processing unit receiving, from said input/output 

circuit, the con?guration data; 
a data bus connected to said central processing unit; 
a library storage memory storing an algorithm corre 

sponding to the identi?cation data received from said 
data bus; 

a performance library circuit coupled to said library 
storage memory via said data bus, identifying the 
algorithm from said library storage memory in accor 
dance with the compute process identi?cation data; 

a table database storing a set of instructions; 
a con?guration circuit coupled to said performance library 

circuit via ‘said data bus and coupled to said table 
database. receiving the algorithm identi?ed by said 
performance library circuit and con?guring the algo 
rithm with the performance indication data to obtain the 
set of instructions to be executed to collect customer 
data. and storing the set of instructions in said table 
database; 

a data collection circuit coupled to said con?guration 
circuit via said data bus. collecting the customer data 
and generating the performance data in accordance 
with the set of instructions received from said con?gu 
ration circuit. 

9. A computer system for performance analysis as in claim 
1. wherein the computer process comprises at least one of a 
callback computer process, a callback track computer 
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process. a two-week resolution computer process. a two 
week resolution trend computer process, a four-week reso 
lution computer process and a four-week resolution trend 
computer process. 

10. A computer system for performance analysis, the 
computer system comprising: 

?rst means for, inputting con?guration data, including 
computer process identi?cation data and performance 
indication data corresponding to the computer process 
identi?cation data, identifying a computer process from 
a library in accordance with the computer process 
identi?cation data, con?guring the computer process 
with the performance indication data to obtain a set of 
instructions to be executed to collect customer data, 
collecting the customer data and generating perfor 
mance data in accordance with the instructions; and 

second means for displaying the performance data for 
controlling a process responsive thereto with operator 
assistance, ' 

wherein the performance data indicates time and atten 
dance of personnel, and 

wherein said ?rst means controls generation of an alarm 
indicating that the personnel are not performing accord 
ing to predetermined time and attendance requirements 
responsive to the performance data. 

11. A computer system for performance analysis as in 
claim 10, wherein the alarm comprises a combination of 
visual and audible alarms. 

12. A computer system for performance analysis as in 
claim 10, wherein said ?rst means further generates perfor 
mance indicators responsive to the performance indication 
data. 

13. A computer system for performance analysis as in 
claim 10, wherein the library includes a plurality of indi 
vidual computer implemented routines. 

14. A computer system for performance analysis as in 
claim 10, wherein the computer process provides process 
steps to control a physical process. 

15. A computer system for performance analysis as in 
claim 10, wherein said ?rst means controls generation of 
another alarm indicating that the process is not performing 
according to desired speci?cations responsive to the perfor 
mance data. 

16. A computer system for performance analysis as in 
claim 10, wherein said second means comprises a display 
monitor. > 

17. A computer system for performance analysis as in 
claim 10, wherein said ?rst means includes 

an input/output circuit; 
a central processing unit receiving. from said input/output 

circuit, the con?guration data; 
a data bus connected to said central processing unit; 
a library storage memory storing an algorithm corre 

sponding to the identi?cation data received from said 
data bus; 

a performance library circuit coupled to said library 
storage memory via said data bus. identifying the 
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dance with the compute process identi?cation data; 

a table database storing a set of instructions; 
a con?guration circuit coupled to said performance library 

circuit via said data bus and coupled to said table 
database, receiving the algorithm identi?ed by said 
performance library circuit and con?guring the algo 
rithm with the performance indication data to obtain the 
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set of instructions to be executed to collect customer 
data, and storing the set of instructions in said table 
database; 

a data collection circuit coupled to said con?guration 
circuit via said data bus, collecting the customer data 
and generating the performance data in accordance 
with the set of instructions received from said con?gu 
ration circuit. 

18. A computer system for performance analysis as in 
claim 10, wherein the computer process comprises at least 
one of a callback computer process. a callback track com 
puter process, a two-week resolution computer process. a 
two-week resolution trend computer process, a four-week 
resolution computer process and a four-week resolution 
trend computer process. 

19. A tangible medium storing process instructions imple 
mented by a computer for performance analysis, the instruc 
tions capable of execution by the computer, comprising: 

inputting con?guration data, including computer process 
identi?cation data and performance indication data 
corresponding to the computer process identi?cation 
data, identifying a computer process from a library in 
accordance With the computer process identi?cation 
data, con?guring the computer process with the per 
formance indication data to obtain a set of instructions 
to be executed to collect customer data, collecting the 
customer data and generating performance data in 
accordance with the instructions; and 

displaying the performance data for controlling a process 
responsive thereto with operator assistance, 

wherein the performance data indicates time and atten 
dance of personnel, and 

wherein said computer controls generation of an alarm 
indicating that the personnel are not performing accord 
ing to predetermined time and attendance requirements 
responsive to the performance data. 

20. A tangible medium for performance analysis as in 
claim 19, wherein the alarm comprises a combination of 
visual and audible alarms. 

21. A tangible medium for performance analysis as in 
claim 19, wherein said computer further generates perfor 
mance indicators responsive to the performance indication 
data. 

22. A tangible medium for performance analysis as in 
claim 19, wherein the library includes a plurality of indi 
vidual computer implemented routines. 

23. A tangible medium for performance analysis as in 
claim 19. wherein the computer process provides process 
steps to control a physical process. 

24. A tangible medium for performance analysis as in 
claim 19. wherein said computer controls generation of 
another alarm indicating that the process is not performing 
according to desired speci?cations responsive to the perfor 
mance data. 

25. A tangible medium for performance analysis as in 
claim 19, wherein said output device comprises a display 
monitor. 

26. A tangible medium for performance analysis as in 
claim 19, wherein said computer includes 

an input/output circuit; 
a central processing unit receiving, from said input/output 

circuit, the con?guration data; 
a data bus connected to said central processing unit; 
a library storage memory storing an algorithm corre 

sponding to the identi?cation data received from said 
data bus; 
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a performance library circuit coupled to said library 
storage memory via said data bus. identifying the 
algorithm from said library storage memory in accor 
dance with the compute process identi?cation data; 

a table database storing a set of instructions; 
a con?guration circuit coupled to said performance library 

circuit via said data bus and coupled to said table 
database. receiving the algorithm identi?ed by said 
performance library circuit and con?guring the algo 
rithm with the performance indication data to obtain the 
set of instructions to be executed to collect customer 
data. and storing the set of instructions in said table 
database; 

a data collection circuit coupled to said con?guration 
circuit via said data bus. collecting the customer data 
and generating the performance data in accordance 
with the set of instructions received from said con?gu 
ration circuit. 

27. A tangible medium for performance analysis as in 
claim 19. wherein the computer process comprises at least 
one of a callback computer process. a callback track com 
puter process, a two-week resolution computer process. a 
two-week resolution trend computer process. a four-week 
resolution computer process and a four-week resolution 
trend computer process. 

28. A computer system for performance analysis, the 
computer system comprising: 

a computer. inputting con?guration data. including com 
puter process identi?cation data and performance indi 
cation data corresponding to the computer process 
identi?cation data. identifying a computer process from 
a library in accordance with the computer process 
identi?cation data. con?guring the computer process 
with the performance indication data to obtain a set of 
instructions to be executed to collect customer data. 
collecting the customer data and generating perfor 
mance data in accordance with the instructions; and 

an output device responsively connected to said computer, 
and displaying the performance data for controlling a 
process responsive thereto with operator assistance, 
wherein the computer process comprises at least one of 
a callback computer process. a callback track computer 
process. a two-week resolution computer process. a 
two-week resolution trend computer process. a four 
week resolution computer process and a four-week 
resolution trend computer process. 

29. A computer system for performance analysis as in 
claim 28, 

wherein the pu'formance data indicates time and atten 
dance of personnel. and 

wherein said computer controls generation of an alarm 
indicating that the personnel are not performing accord 
ing to predetermined time and attendance requirements 
responsive to the performance data. 

30. A computer system for performance analysis as in 
claim 29. wherein said computer controls generation of 
another alarm indicating that the process is not performing 
according to desired speci?cations responsive to the perfor 
mance data. 

31. A computer system for performance analysis as in 
claim 29. wherein the alarm comprises a combination of 
visual and audible alarms. 

32. A computer system for performance analysis as in 
claim 28. wherein said computer further generates perfor 
mance indicators responsive to the performance indication 
data. 

15 

25 

35 

45 

50 

55 

65 

16 
33. A computer system for performance analysis as in 

claim 28. wherein the library includes a plurality of indi 
vidual computer implemented routines. 

34. A computer system for performance analysis as in 
claim 28. wherein the computer process provides process 
steps to control a physical process. 

35. A computer system for performance analysis as in 
claim 28, wherein said output device comprises a display 
monitor. 

36. A computer system for performance analysis as in 
claim 28. wherein said computer includes 

an input/output circuit; 
a central processing unit receiving. from said input/output 

circuit. the con?guration data; 
a data bus connected to said central processing unit; 
a library storage memory storing an algorithm corre 

sponding to the identi?cation data received from said 
data bus; 

a performance library circuit coupled to said library 
storage memory via said data bus. identifying the 
algorithm from said library storage memory in accor 
dance with the compute process identi?cation data; 

a table database storing a set of instructions; 
a con?guration circuit coupled to said performance library 

circuit via said data bus and coupled to said table 
database. receiving the algorithm identi?ed by said 
performance library circuit and con?guring the algo 
rithm with the performance indication data to obtain the 
set of instructions to be executed to collect customer 
data. and storing the set of instructions in said table 
database; 

a data collection circuit coupled to said con?guration 
circuit via said data bus. collecting the customer data 
and generating the performance data in accordance 
with the set of instructions received from said con?gu 
ration circuit. 

37. A computer system for performance analysis, the 
computer system comprising: 

?rst means for inputting con?guration data, including 
computer process identi?cation data and performance 
indication data corresponding to the computer process 
identi?cation data, identifying a computer process ?om 
a library in accordance with the computer process 
identi?cation data, con?guring the computer process 
with the performance indication data to obtain a set of 
instructions to be executed to collect customer data. 
collecting the customer data and generating perfor 
mance data in accordance with the instructions; and 

second means for displaying the performance data for 
controlling a process responsive thereto with operator 
assistance, wherein the computer process comprises at 
least one of a callback computer process, a callback 
track computer process, a two-week resolution com 
puter process. a two-week resolution trend computer 
process, a four-week resolution computer process and a 
four-week resolution trend computer process. 

38. A computer system for performance analysis as in 
claim 37, 

wherein the performance data indicates time and atten 
dance of personnel, and 

wherein said ?rst means controls generation of an alarm 
indicating that the personnel are not performing accord 
ing to predetermined time and attendance requirements 
responsive to the performance data. 

39. A computer system for performance analysis as in 
claim 38, wherein said ?rst means controls generation of 
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another alarm indicating that the process is not performing 
according to desired speci?cations responsive to the perfor 
mance data. 

40. A computer system for performance analysis as in 
claim 38, wherein the alarm comprises a combination of 
visual and audible alarms. 

41. A computer system for performance analysis as in 
claim 37, wherein said ?rst means further generates perfor 
mance indicators responsive to the performance indication 
data. 

42. A computer system for performance analysis as in 
claim 37, wherein the library includes a plurality of indi 
vidual computer implemented routines. 

43. A computer system for performance analysis as in 
claim 37, wherein the computer process provides process 
steps to control a physical process. 

44. A computer system for performance analysis as in 
claim 37, wherein said second means comprises a display 
monitor. 

45. A computer system for performance analysis as in 
claim 37, wherein said ?rst means includes 

an input/output circuit; 
a central processing unit receiving, from said input/output 

circuit, the con?guration data; 
a data bus connected to said central processing-unit; 
a library storage memory storing an algorithm corre 

sponding to the identi?cation data received from said 
data bus; 

a performance library circuit coupled to said library 
storage memory via said data bus, identifying the 
algorithm from said library storage memory in accor 
dance with the compute process identi?cation data; 

a table database storing a set of instructions; 

a con?guration circuit coupled to said performance library 
circuit via said data bus and coupled to said table 
database, receiving the algorithm identi?ed by said 
performance library circuit and con?guring the algo 
rithm with the performance indication data to obtain the 
set of instructions to be executed to collect customer 
data, and storing the set of instructions in said table 
database; 

a data collection circuit coupled to said con?guration 
circuit via said data bus, collecting the customer data 
and generating the performance data in accordance 
with the set of instructions received from said con?gu 
ration circuit. 

46. A tangible medium storing process instructions imple 
mented by a computer for performance analysis, the instruc 
tions capable of execution by the computer, comprising: 

inputting con?guration data. including computer process 
identi?cation data and performance indication data 
corresponding to the computer process identi?cation 
data, identifying a computer process from a library in 
accordance with the computer process identi?cation 
data, con?guring the computer process with the per 
formance indication data to obtain a set of instructions 
to be executed to collect customer data, collecting the 
customer data and generating performance data in 
accordance with the instructions; and 

displaying the performance data for controlling a process 
responsive thereto with operator assistance, wherein 
the computer process comprises at least one of a 
callback computer process, a callback track computer 
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process, a two-week resolution computer process, a 
two-week resolution trend computer-process, a four 
week resolution computer process and a four-week 
resolution trend computer process. 

47. A tangible medium for performance analysis as in 
claim 46. 

wherein the performance data indicates time and atten 
dance of personnel, and 

wherein said ?rst means controls generation of an alarm 
indicating that the personnel are not performing accord 
ing to predetermined time and attendance requirements 
responsive to the performance data. 

48. A tangible medium for performance analysis as in 
claim 47, wherein the alarm comprises a combination of 
visual and audible alarms. 

49. A tangible medium for performance analysis as in 
claim 47, wherein said computer controls generation of 
another alarm indicating that the process is not performing 
according to desired speci?cations responsive to the perfor 
mance data. 

50. A tangible medium for performance analysis as in 
claim 46, wherein said computer further generates perfor 
mance indicators responsive to the performance indication 
data. 

51. A tangible medium for performance analysis as in 
claim 46. wherein the library includes a plurality of indi 
vidual computer implemented routines. 

52. A tangible medium for performance analysis am in 
claim 46, wherein the computer process provides process 
steps to control a physical process. 

53. A tangible medium for performance analysis as in 
claim 46, wherein said output device comprises a display 
monitor. 

54. A tangible medium for performance analysis as in 
claim 46, wherein said computer includes 

an input/output circuit; 
a central processing unit receiving, from said input/output 

circuit, the con?guration data‘, 
a data bus connected to said central processing unit; 
a library storage memory storing an algorithm corre 

sponding to the identi?cation data received from said 
data bus; 

a performance library circuit coupled to said library 
storage memory via said data bus, identifying the 
algorithm from said library storage memory in accor 
dance with the compute process identi?cation data; 

a table database storing a set of instructions; 

a con?guration circuit coupled to said performance library 
circuit via said data bus and coupled to said table 
database, receiving the algorithm identi?ed by said 
performance library circuit and con?guring the algo 
rithm with the performance indication data to obtain the 
set of instructions to be executed to collect customer 
data, and storing the set of instructions in said table 
database; 

a data collection circuit coupled to said con?guration 
circuit via said data bus, collecting the customer data 
and generating the performance data in accordance 
with the set of instructions received from said con?gu 
ration circuit. 
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